
Solution 
overview
The Insurance Industry  
has a 29% chat abandonment 
rate. Our Custom Copilot  
capability for Insurance enables 
accelerated engagement that 
improve CSAT and reduce 
abandonment.
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Business opportunity 
Customers expectations of interactions with online channels mirror their best online experiences.  
This was the case when Google Search and Amazon shopping and, as ChatGPT and other 
Generative AI experiences become more common, that experience will be how digital channels 
are measured. As such, Generative AI experiences must be seamlessly integrated into the customer 
workflows. Meeting this challenge rapidly can differentiate the insurer. 

Cognizant can create custom copilots that:
•  Accelerate and automate responses for customer leveraging generative AI
• � Seamlessly handoff to agent when needed, with Generative AI summarized context for  

faster response
• � Agent can then use AI to research response and copy and paste generated response to customer  

in existing chat, further accelerating engagement 

Business benefits:
Custom copilot for Insurance benefits include:
•  Reduced chat abandonment, currently estimated at 29% per interaction
•  Improved context for follow up and upsell, benefiting traditional channels when necessary

Differentiators 

Cognizant is Microsoft’s North American GSI partner of the year and a global leader in Copilot 
adoption. We leverage Microsoft Copilot Studio to integrate with existing workflows and accelerate  
the value of Generative AI from promise to profits. 

© Copyright 2023, Cognizant. All rights reserved. No part of this document may be reproduced, stored in a retrieval system, transmitted in any form or by any means, electronic, 
mechanical, photocopying, recording, or otherwise, without the express written permission of Cognizant. The information contained herein is subject to change without notice.  
All other trademarks mentioned here in are the property of their respective owners.

World Headquarters
300 Frank W. Burr Blvd.
Suite 36, 6th Floor
Teaneck, NJ 07666 USA
Phone: +1 201 801 0233
Fax: +1 201 801 0243
Toll Free: +1 888 937 3277

European Headquarters
280 Bishopsgate 
London
EC2M 4RB
England
Tel: +44 (01) 020 7297 7600

India Operations Headquarters
5/535, Okkiam Thoraipakkam,
Old Mahabalipuram Road, 
Chennai 600 096
Tel: 1-800-208-6999
Fax: +91 (01) 44 4209 6060

APAC Headquarters
1 Fusionopolis Link,  
Level 5 NEXUS@One-North, 
North Tower Singapore 138542
Phone: +65 6812 4000

© Copyright 2024, Cognizant. All rights reserved. No part of this document may be reproduced, stored in a retrieval system, transmitted in any form or by any means, electronic, 
mechanical, photocopying, recording, or otherwise, without the express written permission of Cognizant. The information contained herein is subject to change without notice.  
All other trademarks mentioned here in are the property of their respective owners.

Cognizant (Nasdaq-100: CTSH) engineers modern businesses. We help our clients modernize technology, reimagine processes and transform experiences so they can stay 
ahead in our fast-changing world. Together, we’re improving everyday life. See how at www.cognizant.com or follow us @Cognizant.
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